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Performance Consultants connect channels and units to needed services.

Performance Consulting Goals include:

O Assist FSA in improving job performance and effectiveness through
training and non-training solutions.

O  Position FSAU as a strategic partner in selecting and implementing
performance solutions.

Performance Consultant functions:
* Relationship building

* Needs assessment

 Facilitation

» Coaching

» Sales

FSAU Services & Offerings include:
* Logistics / registration / tracking

* Training development and delivery

» Employee development (Career Zone)
« Communications / publications
 Contracting / acquisitions

 Cost analysis

» Metrics & performance assessment *
* Knowledge management

* Project facilitation / management

* Best in business approaches

* Available resources

* Curriculum development *

* eLearning tools *

* Not currently within FSAU

External services include:
» Accenture

*CTS

«ED/TDC

* Franklin / Covey

* Kinkos / GPO

* NCS

* PSG

* USDA Grad School

» Wallen Davidson
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Channel | Unit

Schools

—_—— FSAl E——

Performance
Consultant

Cwvayne § Pennie

“Adjunct Faculty™

Jo Ann
Sarah
Jeff (P=3)

Students

Bill

Mary Loafty (PSG)

Financial Partners

[Anne Eckman)

Latraine (PS03

CFO

Tim

Chuck

Clo

Beth

Beth

Pam Wadswiorth
Mike Rockis

Analysis

Stephen ! Sarah

Stephen

hidge
Jeff Baker

Ombudaman

Stephen

Stephen

Anita
Jetff (P=3)

Communications

Anne E.

Anne E.

Liza Cain

Contracts

Art

Art

Human Resouwrces

Tony ! Debbie

Linda Leary

Modernization

Hovwvard (Accenture))

At Large

Anne L Bill
Wik i Dwvayne
Anita { Stephen

Skip

All FSAU staff members serve
as points of contact who

share opportunities with
performance consultants.

There are also some who perform
specific roles:

Leads serve as contacts to channels
and units. Through existing
relationships and knowledge of the
unit, they identify areas for
performance development or field
requests for products/services.

Performance consultants conduct
needs assessments, determine
approaches, and broker solutions for
the customer.

“Adjunct Faculty” denotes
representatives from FSAU,
channels, units, or operating partners
who serve as resources for requests
or performance needs.
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Proposal Project

- & N7 )

Team kick-off
» » Standard kick-off for all teams
* Project management tools/

Project Planning effec.:tlve teams _
Workplan * Review planning materials:

* Proposal Request Form Oj workplan, role map

Qo\\)'o . O A
< Service Request o> Needs assessment

. Role map . . )
* Training Request Form * Reporting relationships
Task order/contract (homeroom concept)

deniy ond * Status reporting « How do we work together?
* Identify team lea
for proposal 1
Review \ - Identify skills : Teali“ 'e?t‘g :
Board needed WOrKS Wi
Erf]fectl\(e Teams <—— Touch points —
champion,
v performance «<— Working sessions —
Proposal development consultant, or <—— Status reporting ——
« Team lead defines scope trzgg‘sgst(e:ggh (Dashboard)
* Identify customer needs P
» Work with Tony & Tim: Review .

- Resource planning Board

- Budget/cost analysis

Evaluation/Assessment
Reflection
Celebration

» Approval of proposal
(including resource plan & budget)
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Activity Dates Completed

Receive request

Complete Proposal Request form

Add request to tracking process

Present initial request to Review Board

Conduct resource planning to determine project team

Conduct needs assessment

Develop proposal

Present proposal (including resource plan) to Review Board

Present proposal to customer

Conduct project planning (with project coach)

Maintain tracking information

o 0000000000 o

Assessment / Reflection / Lessons Learned
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i it Bk L Ly The initial proposal request
provides basic data for the

e o Review Board’s consideration,
including:

Team /! Unit

Bponconc)

Contbotphone number

Pleare arcwer e ¥olovirg O

Please proude abdevdesdiplon ot he
pErfAmance Is5ue of equesl.

2. whaltdoes he cuchmer caniy

> General information about the request

Eqlan Fe mason or e reques|.

2. whatare heinbnded oubbomes?

bezcibe wial be Eamfurd lwishes o
adhiewe .

J\

4. who 15 hie Broe taudienoe?

U=z 1ok lbmer groupis) or whom he
PEFEAMARCE Soulon 1= Inkerded.

G e R ~ ldentified audience groups and stakeholders

Uz lirdiudusiz and groups anfiecied by
ke pokenla sclulon. Bample: Indude
sporsors , chanrel epresenbles ek,

8. whatam heoonddebonc?

J\

Uzl corsldemalore afecirg poenla
pEnmAareE soullons . BEamples
Irdude = dierse diuersl i, oo |, &rd
delluery oore FaAnk (Eguirmenks .

7. Foquecked imeame

Vren shoadd e solulon be deployed T

P T — Delivery considerations, recommendations,
Flease roke FE pErormarse and aCtIOnS

ool Bnls roommerdalons .

B. FAolaoion

rdlake he coarse oraclonde emired

by FEAU o @sls Iwih HS Egues |, _/

DRAFT
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Accept Accept
Decline Decline
Tracking number Froject name F3all Cont=ct Requestor Crganization Audience Oate Froposd Status [T ——
est  Presented Submitted to
‘Year Morth @ # erefwe to R.B. customer

o2 (53] A| F aciltated retreat Stephen Cindi Reynolds Anaksis FSf, Unt i Py Bruaned e
0z 5 2| Irterns' policy database Arthony Jones Analysis F3A Unt bl Prvimey Boaid hl
0z 5 3| Irtern Traditions pres entation [rave Rippan coo F3A Unt - Prvimey Boaid hl
= 5 1 |IFcale axie | i |Eni=r sLats] Sl
= |ImFrale axfenoe| b |Ent=r sCate] w
oz Imfram axfen=] (™ |Enlm1 sLals] bl
oz [Infcam s |* |Erfm1 siatis ] -
= |InFcale axfe | e | Enl=r stats] il
(mp} |Inrale axfe s - | Enle1 sCalie] v
= |InFcale axfe | b | Enl=r stats] il
(el |InEcale axfe e - |Enl=r sLals] i
2 Infrae axfenm=]  |™ |Entm1 staie| bl
oz [Infcam s |* |Erfm1 siatis ] -
oz [Infrae axfem]  |™ |Ent=1 stafue | -
= |InFcale axfe | Sl | Enl=r stats] il

Audience: Status:

* FSA Unit * Request

* FSA-wide » Request form

 External Partner(s) » Review Board

* Proposal Development
» Customer Decision

* Project
) 11
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Who: FSAU team leads; Dwayne (process owner), Bill (board chair), Anne (strategy), Tony (administration & resources)
When: Scheduled as part of weekly managers meeting, based on demand

Purpose:

I. Determine which projects we will manage IV. Project oversight
 Review demand and requests for FSAU products/services Review existing projects / opportunities
 Determine if request is in scope (or should be in potential scope) Control project work, milestones, and scheduling

« Determine if FSAU will pursue the opportunity Regular status reporting from delivery team
Support delivery

Acknowledge successes
Assist teams with service recovery

II. Support proposal development
» Determine who will prepare the proposal
- What skills are needed? Who will be assigned?

» Timeframe / next steps V. Reflection
« Intelligence / advice » Feedback from the customer
 Set appropriate expectations * Lessons learned

» Thoughts for future opportunities
lll. Support proposal delivery
* Review proposal
* Review client needs
» Approve / agree to final proposal OR opt out / exit

13



UNIVERSITY
FEDERAL STUDENT ALD

1 week
Exit /
Opt out
— NG \
Follow up Follow up
within 2 days within 2 days
eet
i eekly
Customer [ \
requests \ )
proposal o Project
Within delivery
week
. AN
X
@ bLy AL T
g RALLTTINN Customer \
N e s proposal \\

* Refer to previous page for descriptions

14
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An initial conversation indicates an opportunity within a team
or business unit. This may occur casually, as on an elevator.
It may also surface in a discussion of other matters or result
from a presentation about FSAU'’s services and offerings.
Since this may arise without provocation, its main purpose is
to recognize the opportunity and, subsequently, initiate a
fuller conversation about performance needs.

Inquire about performance needs:
* How are you doingon ___ ?
* What new things are you doing?

Provide basic information about how FSAU can help:

* Validate need - Acknowledge the performance need as stated
« Establish credibility - Explain what FSAU does, particularly in that area
» Define / Broaden scope - Apply FSAU’s offering to the stated need

17
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30 second conversation * Come talk to me This update could be offered in a variety of formats, including
»_Invitation to keep an open mind a phone call, e-mail, or walk-by meeting. Its purpose is to
gather more information about the customer’s needs,
10 minute follow-up * Recognition of performance need encourage customers to think about the ongoing work of the
* Recognition that FSAU may help organization, and solidify FSAU'’s role as the appropriate
solution provider. At this stage, the goal is to encourage the
2 hour * Partner for solution customer to consider these ideas and concepts, to push the
needs assessment * FSAU can help customer’s thinking about the performance needs.

interview e FSAU will develop proposal for solution

Probe for more information
» Begin by restating the information gathered in the earlier conversation
* “As | was thinking about what we discussed...”

Develop a better understanding of the issues and goals
* What's on the team’s agenda?

* What's the situation?

* What are the primary concerns?

Ask high-level interview questions (Answers to be considered for next discussion)

* What is the team’s target performance? '\0(\
* What is the team’s current performance? 66"
« What are the gaps/needs? Q\)

18
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Before proceeding to this phase, it is important to
understand FSA University’s core products and services
as well as to know the customer’s business. After
collecting initial data in steps 1 and 2, conduct an
interview with the customer to assemble more detailed
information. After this interview, FSAU will propose
potential solutions to assist with identified needs.

The needs assessment interview covers, in greater detail, the following areas:
» Target performance

= Current performance

= Gaps between target and current performance, thus identifying areas of need

» Root cause(s) of the gaps and resulting performance needs

» Information to identify potential solutions to address performance gaps/needs

Discussion topics:
» What's on the team’s agenda?

» What is the target performance (of the work unit / project team)? &\\e
= What is the current performance (of the work unit / project team)? . de( . '\36
» What are the gaps / needs? (If any) (\9\ . '\\\"
» What are the best means to achieve the target performance/goals? CJO 5®
> How will the team measure success? Qog

19
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After the proposal becomes a project, it links to
existing Effective Teams Tools.

The central themes of the Effective Teams effort are:

= Performance driven, results oriented:

Improved facilitation and decision making ensures we have the
right people, working on the right assignments, at the right time.

= Accountability:

Decisions and tasks will be actionable, trackable, and consistent
with the team’s overall objectives.

= Efficiency:

Processes, templates, and a common language are the foundation
for teams achieving results in less time.

21
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Training Implementation: Coaching, Practice, Feedback
1. 2. 3. 4.
Facilitative Project Planning Project Team Building
Leadership* Management
* Meeting Skills* » Designing Pathways » Tracking Team and * What Makes a High
to Action* Individual Performance Team?

* Agenda Planning . Accomplishments
 Setting Measurable » Focus on Processes,
Goals * Managing Resources Results and

Relationships*

* Tools for Reaching
Agreement*

» Connecting the
Vision with Goals and * Building Trust
Performance
Measures

* Group Decision
Making

 Setting team
expectations and
agreements

* Copyright Interaction Associates
22
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Meeting Checklist

Meeting Agenda

Meeting Outcome Summary

Wedrevdny, Oincke- 30, 2002

Meeating Checklist

Faciltative Leaders set bheirteamns up forsuoness Oy describing Hre 'L picture " and providing
a fane wots frite planning and podlear soling.

Wicdroudy, Dreker 30, 2002

=Meeting Title=

Tasgoum: “The mezurg, purpeas oracens the quesuen, “Whp i e -

Dmtim dCasomme: "4 Dcweed Ouwreane i ok peur meirg o e ok g, the erpered mul
Oeured Qureoew o bad wauen wotemeres, szeafic ord mmwmbe, lreoibhe
sempeucel he i, reurs reu ek "

By the ond 'thia mecting. we wall heoe.
o

nat o o Time

TEL I B AN
o Creak 3¢ 10a Team Leader Tdag betore meetig
o Fedlew Age g FallEnT Tdag atore meetig
E el & 3 Team Lead O Al paricha e T Gatare meetig
Feedback
o Condictestng Ll =
T Eianat: Meetig Team Leadkr, Facliar, FRET meetig
Recarder
o Send ontmeefag & Ammary. LER T, Recander Td=y atermee g
Dectlons made, arzigued
actor lems, who, ndby
when

Dwczmnn hshey
" 0 0
= Inser rews row or
eachmeelrg kplz
" 0 0
TEcing ElEaion = Rruew Desied Oukomes " "

= Delemire reximee irg daled ime
= +'s md —'5 of Hs meelng's s iuchee

Wicdrou chay, Oevcke- 30, 2002

=Meating Title= Outcome Surmmary

Tragoum: “lagn "purmac” e he mcurg s ogerck =
DariadCutozmr:  <hasn awmwa ol "dored cusrm” fom the mcurg'aogerds Sax cramp ¢ bdow +
O COMPLETE- & pricnuz od hiaw of oojer cbaord o

O TABLED- &ropreoers on k op aakcheldoa
O COHPLETE- & = crbul nprerera on maug.red souen oo

Topio Eeoigont: Madn
KProuide backy rourd

SIreeriarew row e eachmeelrg | »
koplc on he end=

itz Twzm:
That i By wenen
= - 0
Hart Wanting:
Tiric ard Rarc
Feaublc fg e ke
Farluoe:
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<Project Name> Workplan Template Workplans Include:

Catan 8 Commentn'Statun

Flukh

Visualize

1. Determine Stakeholder Heeds

Z. Interview stakeholders " Team taSkS
e * Individual responsible
i description
5. | Develop Wision Statemant n Due dates
g, Conduct Kick-Off hzeting
& roleche vklon & saope = Milestone (Y/N)
g gl-?;.lnfnlstr; Mg, Outcome
3. | Cremte project descrption = Other comments/status

10.| MBnagemert Sign-off

1 <lisert adoitional mus for other pmgeed]
Y| speciic miestones and fashiss

12 Define & prioftize performance factors
*| (Cost, Time, Qualty'Scope)

13.| Determine rzks/ potential obstacles

14.|  Identify Milestones

15 Create Milestones and Timeline
i Chart

16.| Create Workplan

17. Identify higjor and hdinor pieces
18. Determine tashs
Etkctie Teams WokpB Tem pEk doc 1 103

24
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<Project Name> Timeline & Milestones

January 20 February 20 March 20
-%‘ Uze Fe Timdine when por
E prodeciE Imonks In
IE dualon. -
T
in
5
g
o
Q
G
=
D
=

1003002002

O = Agread Milestone ‘ = Changed'Mew hilastone

25
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L
{-3@1 FSa U Status Report
i

Team Lead:
Team Members:
Project @t Date:
Project Exd D3k:

=Erfer Project Manes=
Reportihg Period: CO00m - e

Cverall BRic

Cwerall Froject Statun: < ENTER STATUS:-

Change: <ENTER CHANGE-
Pullw, Mom, FaTe

High 14w - Sgrdcnlk mpod s o acheculs arda
oy oo, o) il sk v acherke

¥t |k ~ Ko acheule and o o e bis
oo, w24 cmmka o achedule

Leva 143k - KN achecus 3 o annfcenl o,
o) 0-2 vk ove acheckiln

rim b m il b wina F5A U or R

A CEO N ST TS & A CT W 85

Wajor foo omplich mentc Binoe La ot Peport

Upooming o duilec

5507 45 J AT M II T ot ot LA MaTEot A et
T3

[T

Reoommendalon & BRG] Pronh
Parmn Pe quondbis

Talux - s, (- i Progree, O - Owmo, 7 - Paxshed
Punidz, M = M, A = e, L - (o

“hiorkplan Last Updated: <ENTER DAT B

AOras:

Timealine & Milsrtones Ciart La ot Updated: <ENTER DATE-

Ciim prulx In mped oo pd sy I oyl ervrplel o

Fage 1671

How Often Are Status Reports Due?

Twice a month (the Friday closest to the 15" and 30™ of
each month). You will receive an email reminder two days
before it is due.

Who Prepares the Status Report?

The Project Team Lead prepares the report after soliciting
input from each team member.

What Is It Used For?

Status Reports will help us formally communicate project
accomplishments, issues, and milestones with each other.

Who Should 1 Send the Report To?

Tony Andrade and cc: the manger in charge of the
initiative. Tony will print all status reports and provide an
overall report to Anne.

How Often Do I Need To Submit My Workplan and
Milestone Timeline?

All new projects should submit a Workplan and Milestone
Timeline with the first status report. The only time you
need to re-submit your Workplan or Milestone Timeline is
when MAJOR dates change.

26
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Proposal Project

- & N7 )

Team kick-off
» » Standard kick-off for all teams
* Project management tools/

Project Planning effec.:tlve teams _
Workplan * Review planning materials:

* Proposal Request Form Oj workplan, role map

Qo\\)'o . O A
< Service Request o> Needs assessment

. Role map . . )
* Training Request Form * Reporting relationships
Task order/contract (homeroom concept)

deniy ond * Status reporting « How do we work together?
* Identify team lea
for proposal 1
Review \ - Identify skills : Teali“ 'e?t‘g :
Board needed WOrKS Wi
Erf]fectl\(e Teams <—— Touch points —
champion,
v performance «<— Working sessions —
Proposal development consultant, or <—— Status reporting ——
« Team lead defines scope trzgg‘sgst(e:ggh (Dashboard)
* Identify customer needs P
» Work with Tony & Tim: Review .

- Resource planning Board

- Budget/cost analysis

Evaluation/Assessment
Reflection
Celebration

» Approval of proposal
(including resource plan & budget)
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